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ABSTRACT 
Presently higher institutions of learning are trying to attract more number of 
international students in their own programs and employing various strategies to 
maintain their students. Malaysia has two (2) percent of the world‘s international 
student population, as of 2013 and was ranked the world‘s 11th most preferred study 
destination. The country has therefore become a strong force in international 
education and thus they need to examine and understand how these students fit into 
and perceive the services delivered in the residential colleges of their higher 
institutions of learning. The aim of the research is to assess service user‘s experience 
on the facilities provided at UTHM students‘ residential colleges. The research 
determines the existing level of physical attributes and analyzes the relationship 
between physical and demographic attributes on service user‘s experience with the 
facilities provision at the study area. The study adopted mixed method approach and 
questionnaires were distributed to 210 respondents, in which 189 responses were 
collected. Moreover, thematic network analysis was used for analyzing the 
qualitative data while quantitative data was analyzed using SPSS (Version 20) in 
which multiple and logistic regression analysis was used. The research determines 
the existing level of physical attributes at UTHM students‘ residential colleges which 
include the availability, comfortability and quality of the physical attributes. 
Moreover a data analysis shows that there is a significant relationship between the 
demographic attributes of service users with the availability, comfortability and 
quality of some physical attributes. The research proposed a set of user-centered 
indicators that helps UTHM residential colleges to achieve a positive service user 
experience on the facilities provisions at the study area. The finding of this study 
helps to formulate guidelines in terms of improvement, maintenance, design and 
construction for future developments of students‘ residential colleges. While on the 
other hand serve as a yardstick in measuring the key element of facilities that are 
more user‘s centered for the UTHM residential colleges. 
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ABSTRAK 
Pada masa kini, institusi pengajian tinggi sedang giat menarik lebih ramai jumlah 
pelajar antarabangsa dalam program pengajian mereka dan menggunakan pelbagai 
strategi untuk mengekalkan jumlah pelajar yang sedia ada. Malaysia mempunyai 
jumlah dua (2) peratus daripada keseluruhan populasi pelajar antarabangsa di seluruh 
dunia dan pada tahun 2013 telah menduduki tangga yang ke-11 dunia sebagai salah 
sebuah destinasi pilihan pengajian. Oleh itu, negara ini telah menerima impak yang 
besar bagi pengajian antarabangsa dan dengan ini timbul satu keperluan bagi 
memastikan dan memahami bagaimana pelajar atau mahasiswa ini menyesuaikan 
serta menerima perkhidmatan yang disampaikan oleh kolej kediaman di institusi 
pengajian mereka. Tujuan kajian adalah untuk menilai pengalaman pengguna bagi 
fasiliti yang disediakan di kolej kediaman UTHM. Kajian ini menentukan tahap ciri-
ciri fizikal dan menganalisis hubungan antara sifat-sifat fizikal dan ciri-ciri 
demografi yang sedia ada terhadap pengalaman pengguna perkhidmatan fasiliti yang 
disediakan di kawasan pembelajaran. Kajian ini menggunakan pendekatan kaedah 
gabungan dan seramai 210 orang responden telah diberi borang kaji selidik serta 
sebanyak 189 maklum balas diterima. Analisis jaringan tematik digunakan untuk 
menganalisis data kualitatif manakala data kuantitatif dianalisis menggunakan SPSS 
(Versi 20) iaitu statistik deskriptif, analisis regresi logistik dan pelbagai telah 
digunakan. Kajian ini menentukan tahap kewujudan sifat fizikal di kolej-kolej 
kediaman UTHM termasuklah kebolehsediaan, keselesaan dan kualiti bagi ciri-ciri 
fizikal tersebut. Selain itu, analisis data menunjukkan bahawa terdapat hubungan 
yang ketara antara sifat demografi pengguna perkhidmatan dengan kebolehsediaan, 
keselesaan dan beberapa kualiti bagi sifat fizikal. Kajian ini telah mencadangkan satu 
kumpulan sasaran yang berpusat bagi membantu pelajar kolej kediaman di UTHM 
untuk menerima perkhidmatan yang baik dalam pengurusan fasiliti.  
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CHAPTER 1 
 
 
 
 
INTRODUCTION 
1.1 Background of the study 
Presently higher institutions of learning are trying to attract more number of 
international students in their programs and employing various strategies to maintain 
them (Khozaei, Hassan & Khozaei 2010). The introduction and the delivery of 
customer value become important in establishing a sustainable advantage in the 
highly competitive education market (Palmer, 2012). In today‘s higher learning 
arena, international students have been described as a special commodity. Some 
countries like Australia, the United States of America and Britain have put in place 
some methods aimed at attracting them (Panditt, 2007). At the same time, some 
Asian countries have expressed their intention of becoming education hubs of higher 
learning in the region. Leading the initiatives are countries in the East Asia region, 
namely Singapore, Hong Kong and Malaysia (Operational Framework for 
International Student Management 2013).  
According to the Ministry of Higher Education, Malaysia has two (2) percent 
of the world‘s international student population, as of 2009 and was ranked the 
world‘s 11th most preferred study destination. The total enrolment of international 
students in public and private higher learning institutions have increased from 40,525 
in the year 2005, to 80,750 students, in the year 2009 (MOHE 2013). Malaysia has 
therefore become a strong force in international education. Thus they need to 
examine and understand how these students fit into and perceive the physical 
environment of their institutions of higher learning (Njie, Asimiran & Baki 2012). 
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The National Higher Education Strategic Plan (NHESP) was formulated with a 
vision to transform higher education within the context of establishing Malaysia as 
an international hub of excellence for higher education.  More so, the target of 
NHESP is to have the total number of 200,000 international students by the year 
2020 (MOHE, 2012). It can be understood that there is a provision to accommodate 
this expansion from now to 2020 based on the internationalization policy for higher 
education in Malaysia which aimed at accelerating the inflow of international 
students to 150,000 by 2015 (Internationalization policy for Higher Education 
Malaysia, 2011). 
 Malaysia has 20 public universities, 33 private universities and university 
colleges, 4 foreign university branch campuses, 22 polytechnics, 37 community 
colleges and about 500 private colleges (MOHE, 2013). However, most of these 
institutions of higher learning are adopting various measures in attracting more 
international students by providing adequate facilities in their campuses to meet the 
needs of their users‘, such facilities includes healthy and safe residential colleges, 
transportation and other facilitating services to ensure comfort of their customers 
(Bashir, 2012). The higher education system is designed to ensure that the Public 
Institutions of Higher Education (PIHE) have the capacity to develop reputation 
which encompasses dynamism, competitiveness, ability to anticipate future 
challenges including acting effectively and keeping pace with globalization.  
Data of public HEIs as at 31
st
 December 2011 shows that there is an increase in 
the enrolment of international students from 14,324 students in 2007 to 25,263 
students in 2011 (MOHE, 2013a). Similarly, UTHM is among the higher institutions 
in Malaysia that have witnessed an increase in the number of international students. 
According to the UTHM International Office (2014), the statistical data has shown 
that the number of international students increased from 17 students, in 2007 to 493 
students in 2014. To accommodate the increasing number of international students in 
Malaysian higher institutions of learning, the National Higher Education Action Plan 
(NHEAP) 2011-2015 has outlined objectives and targets to be achieved by providing 
quality improvements on teaching and learning, endeavor to develop first class 
human capital, and the curriculum need to be continuously improved in order to 
ensure that the curriculum is innovative, dynamic, up-to-date and relevant with 
market demands and current intellectual development (National Higher Education 
Action Plan, 2011).  
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1.2 Problem statement 
The National Higher Education Strategic Plan (NHESP) was formulated with the aim 
of transforming Malaysia into an international hub of excellence for higher 
education. Moreover with the internationalization policy of higher education in 
Malaysia,  the total enrolment of international students in public and private higher 
learning institutions has increased from merely 40,525 students, in the year 2005 to 
86,916 students in the year 2010 (MOHE, 2013). The enrolment of international 
students in Malaysian Public Higher Education Institutions (HEIs) has increased 
from 14,324 in 2007 to 25,263 students in 2011 (MOHE, 2013). In the same vein, the 
statistical data at UTHM, has shown that the number of international students 
increased from 17 in 2007 to 493 students in 2014 (UTHM International Office, 
2014). However, as the number of international students increased, also their needs 
in terms of facilities such as accommodation, transportation, restaurants and other 
facilitating services increases (Njie et al., 2012). Moreover, these facilities need to be 
improved from time to time to ensure that student needs are fulfilled (Njie et al., 
2012). 
Najib et al., (2011a) carried out a research on students‘ residential experience 
at three Malaysian Research Universities, which showed that students have positive 
experience. However, the research did not cover the physical attributes which include 
bedroom size, density, building layout and floor level, as well as demographic 
attributes such as gender, age, economic status, race and religion which influence 
user‘s experience with the facilities provision at the residential colleges. Therefore, 
further studies is recommended, to explore both physical and demographic factors 
which can influence student experience and can serve as a guide for residential 
college administrators towards achieving positive user‘s experience (Najib et al., 
2011a). 
This research seeks to fill this gap. Similarly another research carried out by 
Najib et al., (2011b) to measure the student experience on the residential college 
facilities, at University Sains Malaysia, revealed that the experience level is low, 
compared to the previous studies.  Moreover, Bashir (2012), wrote on students‘ 
experience towards service quality in residential colleges of Kuala Lumpur 
Infrastructural University College (KLIUC), where data was collected based on 
Parasuraman et al., (1988) service quality framework. The study revealed that 
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students‘ have positive experience but more effort is required in order to reach the 
level of excellence in service delivery. More so, students‘ residential program being 
practice by the institutions of higher learning in Malaysia is described as good and 
does contribute to the social tolerance but the layout of the students‘ residential 
facilities need to be improved so that relationship amongst students could be 
increased for social interrelation (Najib, Yusof & Sani, 2012). Moreover, students 
demographic attributes have a great influence on the students experience with the 
physical attributes of the residential colleges, more emphasis should be given to 
students economic status, ethnicity of roommates and sense of sharing (Najib et al., 
2012).  
According to Muslim et al., (2012) students‘ enrolment has been increased in 
Malaysia and the demand for residential colleges also increased and many higher 
institutions of learning are facing the challenges and development of student‘s 
residential colleges due to the increasing number of students. However, most 
residential colleges do not have the highly desired amenities and physical attributes 
that students‘ and their parents perceive as essential to the higher institutions 
experience, such as wireless networking, kitchen, fitness and recreation centers, 
single bedroom with private toilet. They further maintain that some higher 
institutions have found themselves competing with private residential market as it 
provided students preferences (Muslim et al., 2012).  
Despite the great importance of understanding student‘s preferences with 
regards to physical attributes at students‘ residential colleges, this area of study has 
been ignored (Khozaei, Ramayah, & Hassan, 2012) . Khozaei, Hassan, Al kodamy & 
Aarab, (2014) affirmed this statement that, the new generation students, seek for 
single room with private bath, larger space, greater privacy and increase control over 
their privacy and personal space. However, more studies should be conducted on the 
role of demographic attributes on students‘ preferences (Khozaei et al., 2012). 
According to Khozaei et al., (2014) there are several studies that have addressed 
students‘ residential experience, but there is still lack of adequate knowledge on the 
real needs and requirements with regards to physical and demographic attributes. 
Existing literature suggests that residential experience is a function of a whole series 
of factors related to the users‘ residence, services within the residential college, 
relationship with neighbors as well as the location of the residential college, also 
physical factors such as common areas, ventilation and lighting, windows orientation 
5 
 
within the residential colleges also contributes towards overall experience (Mohit & 
Azim, 2012). The physical and demographic attributes of students residential 
colleges need to be vigorously examined with a view to evolving a sound policy on 
students accommodation and the problems has provoked some researchers in 
developing countries to investigate  the actual needs of the students (Lawrence, 
2013). More so, it is evident nationwide that, the physical attributes of some students 
residential colleges are in major disrepair and are virtually obsolete when compared 
with the increasing demands of today‘s University students. Student residential 
colleges built in the 1950s and 1960s are the most predominant residential option for 
students, which usually comprise of single rooms accommodating two students each 
in long corridors that do not provide privacy (Khozaei et al., 2014). 
 The available literature, shows that the level of excellence is yet to be 
achieved in students‘ residential colleges, moreover physical and demographic 
attributes was not covered and to this effect, such research was an attempt to fill this 
gap which justified the need to carry out the assessment of users‘ experience on the 
facilities provision with physical and demographic attributes at UTHM students‘ 
residential colleges. 
1.3 Research questions 
1. What are the physical attributes that influence service user‘s experience on the       
facilities provisions at the study area? 
2. How does the physical and demographic attributes influence the service user‘s 
experience on the facilities provisions at the study area? 
3. Why do the physical and demographic attributes influence the service user‘s 
experience on the facilities provisions at the study area? 
1.4 Aim and objectives 
The aim of the study is to assess the service user‘s experience on the physical and 
demographic attributes of the facilities provided at the UTHM students‘ residential 
colleges. To achieve the above mentioned aim, the following objectives were 
outlined. 
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1. To determine the existing level of physical attributes that influence service users‘ 
experience on the facilities provisions at the study area. 
2. To analyze the relationship between physical and demographic attributes on 
service users‘ experience with the facilities provisions at the study area. 
3. To propose a set of user-centered indicators in order to achieve a positive service 
user experience on the facilities provisions at the study area.  
1.5 Scope of the research 
The scope of the research is restricted to five UTHM students‘ residential colleges, 
which include Kolej Kediaman Taman University, Kolej Kediaman Tun Syed Nasir, 
Kolej Kediaman Taman Kelisa, Kolej Kediaman Taman Melewar, and Kolej 
Kediaman Perwira. This research focus on the assessment of International students 
experience on the facilities provision with the physical and demographic attributes at 
the UTHM students‘ residential colleges.  The  physical attributes examined in this 
research, include; study–bedrooms, building layout, toilet/bathrooms, laundry rooms, 
pantry, leisure rooms i.e., study areas, computer centers, television lounges, meeting 
rooms, mosque and other support services such as parking lots, cafeterias, mini 
markets, ATM machines, closed circuit television (CCTV) surveillance systems and 
security guards, as well as demographic attributes, which include gender, age, socio-
economic status, religion and race. Similarly, the study‘s targeted respondents are the 
international students, living in the five (5), of the above mentioned UTHM 
residential colleges. 
1.6 Significance of study 
The research contributes to understanding and interpreting the experience of service 
users at UTHM students‘ residential colleges. The result offers valuable feedback to 
architects, facility/property managers and university housing administrators in terms 
of the present standards or the need for further improvement of the student residential 
facilities through effective designs and management. The findings also help to 
formulate guidelines in terms of designs, construction and maintenance for future 
developments of student residential colleges, ensuring that the universities are able to 
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provide adequate and contemporary student residential colleges. Finally the research 
findings serve as a yardstick in measuring the key element of facilities that are more 
users‘ centered for the UTHM students‘ residential colleges.  
1.7 Research Plan 
The research plan of the study from stage 1 to stage 6 is illustrated in Figure 1.1  
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 1.1: Stages of the research plan 
Extensive Reading 
Stage 6 
Deductive Approach 
 
Stage 1 
Stage 2 
Stage 3 
Stage 4 
Stage 5 
Review and Compilations of Related Literature 
Development of Research Aim and Objectives  
 
Research Framework Development 
Research Design and Methodology 
 
Quantitative Data 
 
Data Presentation, Analysis and Interpretation 
 
Reporting Findings 
Qualitative Data 
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1.7.1 Stage 1 
The procedure of the research includes gathering of relevant literature, the feedback 
from deductive reasoning and interview. This step includes the literature review in 
order to contribute the understanding on service user experience with the facilities 
provision at UTHM students‘ residential colleges. The step comprises the following 
aspects: the concept of service, service definition, characteristics, elements, 
evolution, measuring tools and different interpretation and implementation of service 
excellence. However, the step consist of the issues on the Malaysian Higher 
Educations, the aim, target and strategies, statistics /increasing number of 
international students studying in Malaysia and the issues related to the facilities 
provided to complement the aim to be the educational hub.  
1.7.2 Stage 2 
The second stage in the procedure of the research is the development of the research 
framework. The research framework provides an in depth into the nature of the 
research, in case of whether an inductive or deductive approach is to be selected. The 
research framework developed to achieve the Research Objectives established in this 
study. 
1.7.3 Stage 3 
This stage highlighted the research design and methodological aspects of the 
research. This is necessary because it assist in determine research approach as well as 
techniques for data collection and analysis. The use of semi-structured interview and 
questionnaires aimed to increase the empirical understanding of the aforementioned 
issues in the context of service user experience. 
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1.7.4 Stage 4 
In this stage, the various feedbacks from the respondents would finally be screened 
and analyzed. The researcher compiled data using close ended questionnaire and 
semi- structured interview from the international students, studying and living at 
UTHM students‘ residential colleges. The quantitative data analysis was processed 
using SPSS software, while the semi- structured interview was analyzed by thematic 
network analysis. The outcome of this study was discussed with the aim of 
answering the research questions and achieved the objectives of the study. 
1.7.5 Stage 5 
At this stage data was collected by administering questionnaires and interview from 
the UTHM students‘ residential colleges. The valid feedback was used to analyze the 
information obtained from UTHM students‘ residential colleges. Data was obtained 
from the international students, studying and living at five UTHM students‘ 
residential colleges. 
1.7.6 Stage 6 
This is the final stage in the research plan, it provides a summary of research 
findings, recommendations for future research and it provides the overall conclusion 
1.8 Thesis organization 
The writing of this thesis was organized into six chapters. Each chapter discusses 
details and more specific to every section as per below: 
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Chapter 1: Introduction 
 
 
Introducing the subject to be discussed. The chapter includes background of the 
research which consists of the research problem, research questions, research 
objectives, scope of the research and research significance. Moreover, it lays the 
basis for the rest of discussion that follows.  
 
 
Chapter 2: Literature Review  
 
 
The literature review provides an overview and justification to the necessary and 
makes this subject as basic research in finding answers to questions that arise. The 
chapter defines the related terms about the research such as, service, the concept of 
service, service characteristics, service elements and evolution of service concept, 
service measuring tools and different interpretation and implementation of service 
excellence. The last part discusses the issues on the Malaysian Higher Educations, 
the aim, target and strategies, statistics /increasing number of international students 
studying in Malaysia and the issues related to the facilities provided to complement 
the aim to be the educational hub. The next chapter presents research design and 
methodology. 
 
 
Chapter 3: Research Design and Methodology 
 
 
The third chapter discusses the research framework and methodology. Discussions 
focus on the conceptual framework and research methodology used in this study. It 
covers the research design, research strategies, and the scope of the study, sampling, 
research instruments, data collection and data analysis methods. In reality 
consideration was given to the research populations. The targeted respondents were 
the international students, studying and living at UTHM students‘ residential 
colleges. 
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Chapter 4: Data analysis and findings on the existing level of physical attributes 
that influence service users’ experience on the facilities provision at the study 
area 
 
 
Chapter four presents data analysis and discussion of results from the questionnaire 
survey. Data analysis on the existing level of physical attributes that influence 
service users‘ experience with the facilities provision at the study area was presented 
and the SPSS (Version 20) was used to assess the service users‘ experience. 
 
  
Chapter 5: Data analysis and findings on the relationship between physical and 
demographic attributes on service users’ experience with the facilities 
provisions at the study area 
 
 
This chapter five also presents data analysis and discussion of results from both the 
questionnaire survey and the interview. Data on the service user‘s experience was 
presented and the SPSS (Version 20) and thematic network analysis was used to 
analyzed the relationship between physical and demographic attributes that 
influenced service users‘ experience on with the facilities provisions at the study 
area.  
 
 
Chapter 6: Summary of findings, recommendations and conclusion  
 
 
This chapter summarizes the findings of data analysis and corresponds against the 
Research Objectives. This chapter also highlights the main conclusion and 
recommends the future areas of research. 
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1.9 Summary  
This chapter has introduced the topic and research questions that have brought about 
the undertaking of this research. It has shown how these reasons have led to a 
research questions and onto the aim and objectives of the research. The next chapter 
presents the reviewed related literature of this research work, with the aim of having 
a clear focus on the research.  
 
 
 
 
CHAPTER 2 
 
 
 
 
THE CONCEPT OF SERVICE USER EXPERIENCE WITH PHYSICAL AND 
DEMOGRAPHIC ATTRIBUTES 
2.1 Introduction 
The quality of higher education has been described as one of the major determinants 
of national competitiveness. The quality comes from the combination of service 
excellent and the user experience on the service delivered. Assessment of user 
experience is important in determining quality of service in higher institutions of 
learning. To remain competitive, it requires Higher Institutions of Learning to 
continuously acquire, maintain and create stronger relationships with users. This 
chapter examines service, service definition, characteristics, elements, evolution, and 
different interpretation and implementation of service excellence. 
2.2 Service  
The way services are created and delivered to users‘ is often hard to understand since 
many inputs and outputs are intangible (Johnston & Clark, 2005). Most people have 
encountered little difficulty in defining manufacturing or agriculture, but they can be 
disappointed in defining service (Gummesson & Gronroos, 2012). They further 
defined service as a performance offered by one party to another, although the 
process may be tied to a physical product, the performance is essentially intangible 
and does not normally result in ownership of any factors of production. Zeithaml & 
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Bitner (2009), defined service as deeds, processes, and performances provided by 
one person for another. They further emphasized that services entails that 
intangibility is a key determinant of whether an offering is a service, although very 
few products are purely intangible or totally tangible, as an alternative, services tend 
to be more tangible  than manufactured products, and manufactured products tend to 
be more tangible than services. Service is an economic activity that creates value and 
provides benefits to users at specific times and places by bringing about a desired 
change on behalf of the recipients of the service (Jumat, 2012). According to 
Johnston & Clark (2005), service is a combination of outcomes and experiences 
delivered to and received by a user, they further explained that users therefore judge 
the quality of the service on the experience as well as the outcome. Njie et al., (2012) 
opined that service has been identified as an effective tool for a competitive 
advantage that is why it attracts much attention.  
Most often, service involves interactions with the service provider. However, 
there are situations where the user as an individual does not interact with the service 
organization. On the other hand, many circumstances where interactions do not seem 
to be present however do involve interactions (Sharabi & Davidow, 2010). Services 
are usually described as intangible and their output is considered as an activity, rather 
than a tangible thing, this discrepancy is not a clear one because much service output 
has a solid tangible element (Johns, 1999). According to Pine & Gilmore (1996), 
services are intangible activities customized to the individual request of unknown 
users, also service providers use goods to perform operations on a particular users or 
on his property or possession.  
Users generally value the benefits of services more highly than the goods 
provided to them. According to Gronroos (1990), service are series of activities of 
more or less intangible nature that normally, but not necessarily take place in 
interactions between the user and service employees, physical resources or goods, 
which are provided as solutions to user problems. As a result of these interactions, 
the user will make assessments based on his emotional judgments and decisions of 
the service performance received in his service encounter as compared to his initial 
expectations on how the service will be delivered. 
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2.2.1 Characteristic of service 
Intangibility raises issues for both the user and the provider of services. The user 
cannot assess the intangible aspect of service before the event and hence users‘ often 
must use the reputation of a service firm and its representatives to judge quality. 
Zeithaml & Bitner (2009), observed that services cannot be evaluated in advance of 
use; unlike goods they do not have many of what is called search properties. The user 
must rely on the experience of the service itself, experience properties, or due to lack 
of specialist knowledge they are not capable of making objective judgments during, 
or  after the delivery process (Kumar & Kumar, 2004).  
Intangibility also requires that service producers take account of user 
psychology, and make plans to cope with the difficulties of demonstrating their 
offerings, while designing a new service package. They also have to acknowledge 
the probability of imitating successful services, since patents cannot be applied to the 
intangible aspects of service package (Gruber et al., 2011). Gronroos (1990), opined 
that services are compared with physical goods. He summarized the characteristics of 
physical goods and services as shown in table 2.1. 
 Table 2.1: Differences between services and physical goods (Gronroos, 1990) 
Physical goods  Services 
i.  Tangible 
ii. Homogeneous 
iii. Production and distribution 
separated from consumption 
 
iv. A thing 
v. Core value produced in 
factory 
vi. Customers do not (normally) 
participate in the production 
process 
vii. Can be kept in stock 
viii. Transfer of ownership 
i. Intangible 
ii. Heterogeneous 
iii. Production and distribution and 
consumption simultaneous 
processes 
iv. An activity or process 
v. Core value produced in 
buyer-seller interactions 
vi. Customers participate in 
production 
 
vii. Cannot be kept in stock 
viii. No transfer of ownership 
 
 
Four basic characteristics can be identified for most services, even though not all 
services have all these characteristics (Dabholkar & Overby, 2005). 
(i) Services are more or less intangible — Intangibility 
(ii) Services are activities or a series of activities rather than things — Variability 
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(iii) Services are at least to some extent produced and consumed simultaneously — 
Perishability 
iv) The customer participates in the production process at least to some extent. — 
Inseparability. The inefficiency of service providers to deliver a standardized 
output is primarily due to the various amounts of individual user needs and 
experiences. Input from service user to service user may differ, thus satisfying 
specific service users requires a degree of flexibility on behalf of the service 
producer (Bebko, 2000). 
2.2.2 Concept of service 
As products and services are becoming more similar and as it becomes easier for 
organizations to copy others‘ services and products organizations may decide to 
compete through something that exceed their service offering (Johnston & Jones, 
2004). The service concept, relates with the characteristics of the service offered to 
the target market (Ponsignon, Smart & Maull, 2011), they further described the 
service concept as the bundle of goods and services sold to users. The dominant view 
is that, the service concept can be seen as a package made up of a set of intangible 
and tangible elements (Karwan & Markland, 2006). In other words, service is 
defined in terms of its constituent parts and the most common way of classifying the 
service concept relates to the degree of customization of these elements (Johnston & 
Clark, 2005).  
Furthermore, the service concept delivers the value and benefits provided to 
users (Bashir, 2012). From this point of view, it can be regarded as the company‘s 
value proposition. Therefore, it follows that different service concepts, representative 
of different degrees of customization, require different composition of the service 
delivery system (Ponsignon et al., 2011). However, Solnet & Kandampully, (2008) 
have considered the organizational perspective in defining service quality, which 
means establishment of requirements and specifications for a company, once it is 
done, users satisfaction becomes primary objectives for the establishment of quality 
goals. In other words, it then asks for consideration of the users perspective as well, 
while Robledo, (2001) suggested that for a user perspective, service quality means 
tendency of service to meet or exceed users expectations. 
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Figure 2.1: The Service concept (Johnston & Clark, 2005) 
 
According to Bashir (2012), researchers have generally used two perspectives in 
defining service concept, organizational perspective and user‘s perspective as shown 
in Figure 2.1. From organizational perspective the service concept is described as the 
process by which organization wishes to have its services perceived by its stake 
holders which include shareholders, lenders, suppliers and service users. On the users 
perspective it is the way in which the service user perceived the delivery of service 
by the organization. 
2.2.3 Elements of service concept 
According to Johnston & Clark (2005), there are four major elements of service 
concept as follows: 
 The service experience refers to the service users‘ direct experience of service 
process that places much importance on the way the service provider treat the 
service beneficiary. 
 The service outcome refers to the outcome for the service beneficiary. 
 The service operation refers to the way in which the provision of service is 
carried out. 
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 The value of service refers to the tangible benefit that a service beneficiary 
perceives to gain in return for the contribution either indirectly as in public 
service provision or directly as in commercial relationship. 
As shown in Figure 2.2 the service concept is a communication mechanism 
where experience, outcome, operations together with the feeling of recognition to 
the service beneficiaries are put together to display the potential value of the 
service. However, in the institutions where service organizations aimed at 
gaining competitive advantage through service quality, the quality of interaction 
between staff and service users is believe to be major determinant of service user 
perception of service quality. For institutions to provide good service quality, it 
has to handle the service process as well as all essential resources for  the process 
(Baumann, Elliott & Burton, 2012). 
 
 
 
 
 
 
 
 
 
 
 
Figure 2.2: Elements of service concept (Johnston & Clark, 2005) 
2.3 Service concept evolution 
The evolution of service concepts involved two important dimensions; 
commoditization and customization. Customization means producing in response to 
a particular user desires. So often business overcome users with so much product 
proliferation that they throw up their hands and walk away, rather than go through 
length of decision making process with little or no support. Fundamentally users do 
not want choice; they just want exactly what they want. Customization handles the 
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individual user request. Organizations should tailor product and services to meet the 
exceptional needs of individual service users in such a way that nearly all can find 
exactly what they want at a reasonable price through a new mind-set, one of creating 
service user unique value (Pine & Gilmore, 1996). They further defined 
customization as delivering a service in response to particular service users‘ needs in 
a very cost effective method. They conclude that low cost, high quality, customized 
goods and services can be achieved through flexibility and quick responsiveness in 
ever changing environment, people processes, units and technology reshape to 
provide service users with what they want. To shift up the progression of economic 
value, whether from goods to service or service to experience, organization must use 
such interactions to find out exactly what their users want.  
Commoditization on the other hand, refers to the regulation process, that is, it 
prescribes whether the service delivery has been executed to the needs of every 
individual user. It refers to the description process of a service, where it describes the 
steps to be followed so that a particular service gets delivered. It also deals with the 
way in which the request of the individual user is packaged (Pine & Gilmore, 1998). 
According to Baumann et al., (2012) commoditization when taken to its rational 
wrapping up results in little if any discrimination between similar classis of products 
and consequently offers no technological or market advantage for organizations. 
Such a situation would mean that all value-add would then necessarily have come 
from services or supplementary products related to commodity. Moreover, 
manufacturers and service providers will increasingly see their contribution 
commoditized as more organizations charge openly for the unforgettable encounters 
they provide (Pine & Gilmore, 2000). As shown in Figure 2.3 the higher the service 
concept moves up, the more customized the service becomes. 
Therefore A fit between what the service users precisely requires at students‘ 
residential colleges and what is being offered must be maintained in order for the 
individual needs to be accurately prescribed and solutions are described accordingly. 
There are five levels of service concepts within the service evolution. Moreover, 
these stages shows how the service concept has expand from service task to service 
excellence level.  
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Figure 2.3: Evolution of service concept (Adapted from Pine & Gilmore, 1999, 
Bashir, 2007) 
The five level of the service concept are explained below. 
 Service task level: this is the initial stage in the service concept evolution and it is 
the most technical stage of the whole process. The routine tasks get completed in 
this level based on directives from the administrator. For example cleaning the 
toilet twice in a day. However, if service operation needs to increase transactions 
with users, it should simplify its offering, therefore reducing the variety of service 
offerings provided. Moreover, employees should be knowledgeable and have 
freedom to make decisions in case organization has a complex product offering 
(Bowen & Ford, 2004). 
 Service delivery level: in this level the service get delivered to users according to 
usual procedures and specifications. This includes the input –based tasks to 
observe the job sequence and its result. For example setting a cleaning standard 
and the delivery method are input tasks of this level. 
 Service performance level: service performance level has specific focus on the 
evaluation of service performance. In addition to service requirement, key 
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performance indicators and service level agreement are developed in this level. 
Failure to identify appropriate specifications that would meet customers‘ 
expectations in terms of content, delivery and application will lead to service 
performance inconsistencies. Learning experience and orientation cannot be 
assessed by grades alone; service performance should go beyond tangible forms 
(Ponsignon et al., 2011). 
 Service quality level: this level represents strong tools for management of 
performance and service quality evaluation that reveal tangible results. Moreover, 
SERVQUAL introduction and measuring the service quality by examining the 
service user perception gap and expectation is a prominent feature of this level.  
Customers‘ perceptions of service quality are influenced by factors such as 
communications between employees, various types of information collected and 
the credibility users develop towards a service organization (Karami & Olfati, 
2012). 
 Service excellence level: covers the final stage of the service concept evolution 
with the least technical aspects. Service users enter this level knowing that they 
will experience the service in a very pleasant manner. At the service excellence 
level, the organization‘s economic offering is not the product, materials, 
processes, neither the encounters, but the individual user. Service excellence 
should comprise the outer performance of an internal quest to satisfy a broader 
experience (Yeo, 2008). 
2.4 Service quality definition 
Many researchers have raised some observation with regard to service quality, for 
instance, from the observations of Parasuraman et al., (1985) service quality is a 
difference between users‘ expectation and perceived service. They further explain 
that, if performed service is less than the expectations of a user, then the user might 
get dissatisfied with the service quality. The service quality in higher learning 
institutions particularly is not only essential and important, but it served as an 
important framework of educational excellence. It is discovered that positive 
perceptions of service quality has important influence on student satisfaction and 
therefore satisfied student would attract more students through word-of-mouth 
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communications (Alves & Raposo, 2010). Kotler (2012), confirmed this view by 
highlighting that possible chances can occur for a user to either re-use the service-
provided or recommend to others, if he perceives previous service received above his 
expectations. The students can be inspired from both academic performance as well 
as the administrative efficiency of their institution. Ahmed (2011), mentioned that 
service quality is a key performance measurement in educational excellence and its 
important variable for universities to create a strong perception in users mind.  
Most of the well-established higher learning institutions focus highly on 
strategic issues like providing excellent services to their users. It is important because 
by doing so they would be able to create good relationship with users which are 
actually very significant in determining their future as institution (Malik & Usman, 
2010). Moreover, higher learning institutions are like other service organizations that 
depends on users‘ experience and one of the  powerful marketing strategy is through 
positive word of mouth (Katircioglu, 2012). However, performance measurement of 
service quality at higher learning institutions is strongly enclosed with the matching 
between students‘ expectation and their experience of a particular service (Talha, 
2004).  
More so, students evaluate and judge the service quality to be satisfactory by 
comparing what they expect against what they really got. Gruber et al., (2011) 
believe that human interaction element is important to determine whether students 
consider service delivered satisfactory or not. Apart from that, higher learning 
institutions need to have appropriate infrastructures too, such as administrative and 
academic buildings, residential colleges, catering facilities, sports facilities and 
recreations center (Sapri, Kaka & Finch, 2009).  
According to Gronroos (1984), in his service quality model stated that service 
users compared their expectations to their experience of service quality in taking 
their decisions. He proposed that service users‘ evaluations of service quality were as 
a result of their assessment of functional, technical and the impact of an 
organization‘s image. The outcomes of technical and functional quality may not be 
adequate to identify what is perceived by the service user in using Gronroos service 
quality model because technical and functional quality, together, contain the 
construct of image. Image might be a quality dimension that might not only influence 
expectations, but also might affect the perceived service quality, depending on the 
level of technical or functional quality present (Talha, 2004). Gronroos, (1984) 
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opined that both expectations and perceptions would be influenced by the image of 
the service organization, which was formed by the functional and technical quality. 
Similarly Brandy & Cronin, (2001) opined that the image of service organizations 
result from a comparison of perceived with expected performance. 
 Moreover, Gronroos, (1984) used the terms technical and functional quality 
in the sense of internal quality and he further added that functional quality would be 
more important to the perceived service than technical quality, provided that 
functional quality was satisfactory. Parasuraman et al., (1985) provided the most 
widely accepted set of service quality in which they defined perceive service quality 
model based on the difference between service user‘s expectation and perception. 
Therefore factors affecting expected service include previous experience, perceive 
needs, word of mouth and communication. 
2.5 Service quality dimensions  
In order to determine the service provider‘s level of success, it is imperative to 
evaluate the user‘s perception level of service quality first. The question arises: how 
to evaluate user‘s perception level on the service quality (Bashir, 2012). According 
to Zeithaml & Bitner (2009), service quality cannot be perceived by a user in a one-
dimensional way only, instead, it will judge quality based on multiple factors 
relevant to the context. They further emphasized that the dimension of service quality 
have been identified through the pioneering research of Parasuraman et al., (1991). 
Their research identified five specific dimensions of service quality that apply across 
a variety of service contexts. 
i). Tangibles: appearance of physical facilities, equipment, personnel, and written 
materials 
ii). Reliability; ability to perform the promised service dependably and accurately 
iii). Responsiveness; willingness to help customers and provide prompt service 
iv). Assurance; employees‘ knowledge and courtesy and their ability to inspire trust 
and confidence 
v). Empathy; caring, individualize attention given to customers 
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These dimensions represent how users organize information about service quality in 
their minds.  For more clarification of this model, each dimension is shown in Figure 
2.4. 
 
 
Figure 2.4: Service quality dimensions.  (Hanaysha et al., 2011) 
2.5.1 Reliability 
Reliability has been consistently shown to be the most important determinant of 
perceptions of service quality, among the five quality dimensions (Mohammad, 
Gambo, & Omirin, 2012). They emphasized that, according to Parasuraman et al., 
(1988) reliability is service provider‘s ability to perform certain service dependably 
and accurately. This is beneficial in terms of retaining users. As defined by Zeithaml 
& Bitner (2009), reliability means the ability to perform the promised service 
dependably and accurately. They further emphasized that users might expect to re-do 
the business with such an institution or organizations, who has reputable image for 
keeping their promise. Consequently, the user‘s reliability expectations must be 
learned properly by all service providers. 
2.5.2 Responsiveness 
This dimension focuses on attentiveness and promptness in dealing with user‘s 
problems, complaint‘s, questions and requests (Abili & Thani, 2012).  
Responsiveness is the willingness to help users and to provide prompt service. This 
184 
 
REFERENCES 
Abdullah, N. A. & Rahman, S. A. (2011). Making Strategy at Malaysian Higher 
Education Institution, 22, 193–198. 
Abili, K., Thani, F. N. & Afarinandehbin, M. (2012). Measuring university service 
quality by means of SERVQUAL method. Asian Journal on Quality,13(3), 204-
211. 
Achrol, R. S., & Kotler, P. (2012). Frontiers of the marketing paradigm in the third 
millennium. Journal of the Academy of Marketing Science, 40(1), 35-52. 
Ahmed, I. (2011). Student‘s Perspective of Service Quality in Higher Learning 
Institutions ; An evidence Based Approach, 2(11), 159–164. 
Al-dossary, S. A. (2008). A Study of the Factors Affecting Student Retention at King 
Saud University, Saudi Arabia. University of Sterling: Ph.D. Thesis.  
Alhojailan, M. I. (2012). Thematic analysis: A critical review of its process and 
evaluation. In WEI International European Academic Conference (pp. 8-21). 
Alves, H. & Raposo, M. (2010). The influence of university image on student 
behaviour. International Journal of Educational Management, 24(1), 73-85. 
Amole, D. (2008). Residential satisfaction and levels of environment in students‘ 
residences. Environment and Behavior, 41(6), 866–879. 
Attride-Stirling, J. (2001). Thematic networks: an analytic tool for qualitative 
research. Qualitative research, 1(3), 385-405. 
Baharun, R. & Feiz, S. (2012). A review of service quality models. 2nd International 
Conference on Management, (June), 1–8. 
Balnaves, M. & Caputi, P. (2001). Introduction to Quantitative Research Methods. 
London: Sage publications. 
Banik, B. J. (1993). Applying triangulation in nursing research. Applied Nursing 
Research, 6(1), 47-52. 
 
185 
 
Basit, T. (2003). Manual or electronic? The role of coding in qualitative data 
analysis. Educational Research, 45(2), 143-154. 
Bashir, A.A. (2007). Assessing Service User Experience as a Component of Service 
Excellence: in NHS Primary Health Care Settings. University of Salford, United 
Kingdom: Ph.D. Thesis. 
Bashir, S. (2012). Students‘ perception on the service quality of Malaysian 
universities‘ hostel accommodation,  International Journal of Business and 
Social Science 3(15), 213–222. 
Baumann, C., Elliott, G. & Burton, S. (2012). Modeling customer satisfaction and 
loyalty : Survey Versus Data Mining, 3, 148–157. 
Biggam, J. (2011). Succeeding with your Master's Dissertation: a step-by-step 
handbook. Englang: McGraw-Hill International. 
Bogdan, R. & Biklen, S. K. (2007). Qualitative research for education: an 
introduction to research and methods. 
Bowen, J. & Ford, R. C. (2004). What experts say about managing hospitality service 
delivery systems. International Journal of Contemporary Hospitality 
Management, 16(7), 394-401. 
Boyatzis, R.E., (1998). Transforming Qualitative Information; thematic analysis and 
code development. Sage publications. 
Bebko, C. P. (2000). Service intangibility and its impact on consumer expectations of 
service quality, Journal of Services Marketing, 14(1), 9–26. 
Bell, E., & Bryman, A. (2007). The ethics of management research: an exploratory 
content analysis. British Journal of Management, 18(1), 63-77. 
Berg, B. L. (2004). Qualitative Research Methods for the Social Sciences (Vol. 5). 
Boston: Pearson. 
Brady, M. K. & Cronin Jr, J. J. (2001). Some new thoughts on conceptualizing 
perceived service quality: a hierarchical approach. Journal of marketing, 65(3), 
34-49. 
Braun, V. & Clarke, V. (2006). Using thematic analysis in psychology. Qualitative 
research in psychology, 3(2), 77-101. 
Campbell, D. T., & Fiske, D. W. (1959). Convergent and discriminant validation by 
the multitrait-multimethod matrix. Psychological bulletin, 56(2), 81. 
Cassell, C. & Symon, G., (2004). Essential Guide to Qualitative Methods in 
Organizational Research. Sage publications. 
186 
 
Chen, M.-C., Chang, K.-C., Hsu, C.-L. & Yang, I.-C. (2011). Understanding the 
relationship between service convenience and customer satisfaction in home 
delivery by Kano model. Asia Pacific Journal of Marketing and Logistics, 
23(3), 386–410. 
Chiam, C.L. (2013). Satisfaction of International Students in UTHM Towards 
Student Accommodation. University Tun Hussein Onn Malaysia: Degree. 
Thesis. 
Crabtree, B. & Miller, W. (1999). A Template Approach to Text Analysis: 
Developing and Using Codebooks. In B. Crabtree & W. Miller (Eds.), Doing 
qualitative research (pp. 163-177.) Newbury Park, CA: Sage. 
Creswell, J.W (2012). Educational Research: Planning, Conducting and Evaluating 
Quantitative and Qualitative Research (4
th
 Ed). Boston: Pearson. 
Creswell, J. W., Klassen, A. C., Plano Clark, V. L. & Smith, K. C. (2011). Best 
practices for mixed methods research in the health sciences. Bethesda 
(Maryland): National Institutes of Health.   
Creswell, J. W. & Clark, V. L. P. (2007). Designing and Conducting Mixed Methods 
Approach (2
nd
 Ed). Thousand Oaks, CA: Sage publications. 
Creswell, J. W., (2003). Research Design: Quantitative Qualitattive and Mixed 
methods research designs. Handbook of mixed methods in social and behavioral 
research, 209-240. 
Creswell, J. W. (1994). Research Design. Thousand Oaks, CA: Sage publications. 
Cronin Jr, J. J. & Taylor, S. A. (1992). Measuring service quality: a reexamination 
and extension. The Journal of Marketing, 55-68. 
Dabholkar, P. a., & Overby, J. W. (2005). Linking process and outcome to service 
quality and customer satisfaction evaluations: An investigation of real estate 
agent service. International Journal of Service Industry Management, 16(1), 
10–27. 
Fereday, J., & Muir-Cochrane, E. (2008). Demonstrating rigor using thematic 
analysis: A hybrid approach of inductive and deductive coding and theme 
development. International journal of qualitative methods, 5(1), 80-92. 
Foubert, J. D., Tepper, R. & Morrison, D. (1998). Predictors of student satisfaction in 
university residence halls. The Journal of College and University Student 
Housing, 27(1), 41-46. 
Frank, B. and Enkawa, T. (2009) Economic Drivers of Dwelling Satisfaction: 
Evidence from Germany, International Journal of Housing Markets and 
Analysis, Vol. 2 No. 1, pp. 6-20. 
187 
 
Freedberg, D. & Gallese, V. (2007). Motion, emotion and empathy in esthetic 
experience. Trends in cognitive sciences, 11(5), 197-203. 
Garrett, J. J. (2010). Elements of User Experience, the: User-Centered Design for the 
Web and Beyond. Pearson Education. 
Ge, J. & Hokao, K. (2006). Research on residential lifestyles in Japanese cities from 
the viewpoints of residential preference, residential choice and residential 
satisfaction. Landscape and Urban Planning, 78(3), 165–178. 
Gibson, W.J & Brown, A.(2009). Working with Qualitative Data. London: Sage 
Publications. 
Gilmore, J. H., & Pine 2nd, B. J. (1996). The four faces of mass customization. 
Harvard business review, 75(1), 91-101. 
Goldman, H. H. (2005). The origins and development of quality initiatives in 
American business. The TQM Magazine, 17(3), 217-225. 
Gouthier, M. (2012). Service excellence models: a critical discussion and 
comparison. Managing Service Quality, 22(5), 447–464. 
Guber, E., & Lincoln, Y. (1994). Handbook of qualitative research. London: Sage 
Pubications. 
Ghauri, P. N. (2005). Research Methods in Business Studies: A practical Guide. New 
York: Prints Hall. 
Gronroos, C. (1984). A service quality model and its marketing 
implications.European Journal of Marketing, 18(4), 36-44. 
Gronroos, C. (1990). Relationship approach to marketing in service contexts: The 
marketing and organizational behavior interface. Journal of Business 
Research, 20(1), 3-11. 
Gruber, T., Abosag, I., Reppel, A. E. & Szmigin, I. (2011). Analysing the preferred 
characteristics of frontline employees dealing with customer complaints: a 
cross-national Kano study. The TQM Journal, 23(2), 128-144. 
Guba, E. G. & Lincoln, Y. S. (1994). Competing paradigms in qualitative 
research. Handbook of Qualitative Research, 2, 163-194. 
Gummesson, E., & Grönroos, C. (2012). The emergence of the new service 
marketing: Nordic School perspectives. Journal of Service Management, 23(4), 
479-497. 
Hanaysha, J., Abdullah, H., & Warokka, A. (2011). Service quality and students‘ 
satisfaction at higher learning institutions: The competing dimensions of 
Malaysian universities‘ competitiveness. The Journal of Southeast Asian 
Research, 2011, 1–10. 
188 
 
Hassanain, M. A. (2008). On the performance evaluation of sustainable student 
housing facilities. Journal of Facilities Management, 6(3), 212–225. 
Horwitz, F. M. & Neville, M. A. (1996). Organization design for service excellence: 
A review of the literature. Human Resource Management, 35(4), 471-492. 
Hui, E. C. M. (2013). Facilities management service and customer satisfaction in 
shopping mall sector. Facilities, 31(5), 194–207. 
Husin, H. N., Nawawi, A. H., Ismail, F. & Khalil, N. (2011). Development of 
hierarchy for safety elements and its attributes for Malaysia‘s low cost housing. 
Procedia Engineering, 20, 71–79. 
Ibem, E. O., Opoko, A. P., Adeboye, A. B. & Amole, D. (2013). Performance 
evaluation of residential buildings in public housing estates in Ogun State, 
Nigeria: Users‘ satisfaction perspective. Frontiers of Architectural Research, 
2(2), 178–190.  
Jacobs, B. & Suckling, S. (2007). Assessing customer focus using the EFQM 
Excellence Model: a local government case. The TQM Magazine, 19(4), 368–
378. 
Jain, S. K. & Gupta, G. (2004). Measuring service quality: SERVQUAL vs. 
SERVPERF scales. Vikalpa, 29(2), 25-37. 
Jeon, H. & Choi, B. (2012). The relationship between employee satisfaction and 
customer satisfaction. Journal of Services Marketing, 26(5), 332–341.  
Johns, N. (1999). What is this thing called Service. European Journal of Marketing, 
33(9), 958–973. 
Johnston, R. & Clark, G. (2005). Service Operations Management: Improving 
Service Delivery (2
nd
 Ed). Prentice Hall. 
Johnston, R. & Jones, P. (2004). Service productivity: towards understanding the 
relationship between operational and customer productivity. International 
Journal of Productivity and Performance Management, 53(3), 201-213. 
Johnson, R. B. & Onwuegbuzie, A. J. (2004). Mixed methods research: A research 
paradigm whose time has come. Educational researcher, 33(7), 14-26. 
Jumat, A. R. (2012). Stakeholder service delivery expectations of military facilities 
management. Built Environment Project and Asset Management, 2(2), 146–166. 
Karami, M. & Olfati, O. (2012). Measuring service quality and satisfaction of 
students: A case study of students‘ perception of service quality in high-ranking 
business schools in Iran. African Journal of Business Management, 6(2), 658-
669. 
189 
 
Karwan, K. R. & Markland, R. E. (2006). Integrating service design principles and 
information technology to improve delivery and productivity in public sector 
operations: Journal of Operations Management, 24(4), 347-362. 
Katircioglu, S. T. (2012). Service quality and university students & apos; satisfaction 
on the travel agencies: An empirical investigation from Northern Cyprus. 
International Journal of Quality and Service Sciences, 4(3), 299–311. 
Kaya, N. & Erkip, F. (2001). Satisfaction in a Dormitory Building the Effects of 
Floor Height on the Perception of Room Size and Crowding. Environment and 
Behavior, 33(1), 35-53. 
Kumar, R., & Kumar, U. (2004). A conceptual framework for the development of a 
service delivery strategy for industrial systems and products. Journal of 
Business & Industrial Marketing, 19(5), 310–319.  
Khan, H. & Matlay, H. (2009). Implementing service excellence in higher education. 
Education + Training, 51(8/9), 769–780. 
Khozaei, F., Hassan, A. S. & Khozaei, Z. (2010). Undergraduate students' 
satisfaction with hostel and sense of attachment to place: case study of 
university sains Malaysia. American Journal of Engineering and Applied 
Sciences, 3(3), 516. 
Khozaei, F., Ramayah, T. & Hassan, A. S. (2012). A Shorter Version of Student 
Accommodation Preferences Index (SAPI). 
Khozaei, F., Hassan, A. S., Al kodamy, K. & Aarab Y. (2014). Examination of 
student housing preferences, their similarities and differences. Facilities, 32 
(11/12).  
Kimani, S. W., Kagira, E. K. & Kendi, L. (2011). Comparative analysis of business 
students‘ perceptions of service quality offered in Kenyan universities. 
International Journal of Business Administration, 2(1), 98–112. 
Kothari, C.R. (2004). Research Methodology: Methods and Techniques (2
nd
 Ed). 
New Delhi. New Age Punlishers. 
Kumar, R. & Kumar, U. (2004). A conceptual framework for the development of a 
service delivery strategy for industrial systems and products. Journal of 
Business & Industrial Marketing, 19(5), 310–319. 
Lee, H., Lee, Y. & Yoo, D. (2000). The determinants of perceived service quality 
and its relationship with satisfaction. Journal of Services Marketing,14(3), 217-
231. 
Liu, A. M. (1999). Residential satisfaction in housing estates: a Hong Kong 
perspective. Automation in Construction, 8(4), 511–524.  
190 
 
Malik, M. E. & Usman, A. (2010). The impact of service quality on students‘ 
satisfaction in higher education institutes of Punjab, Journal of Management 
Research,2(2), 1–11. 
Mariampolski, H. (2001). Qualitative Market Research: A Comprehensive Guide: 
Thousand Oaks, London: Sage publication,  
Marks, D. F. & Yardley, L. (Eds.). (2003). Research Methods for Clinical and 
Health Psychology. Sage. 
Mascio, R. D. (2007). A method to evaluate service delivery process quality. 
International Journal of Service Industry Management, 18(4), 418–442.  
McLaughlin, H. (2008). What‘s in a Name: ―Client‖, ―Patient‖, ―Customer‖, 
―Consumer‖, ―Expert by Experience‖, ―Service User‖--What‘s Next? British 
Journal of Social Work, 39(6), 1101–1117. 
Mertens, D. M. (2003). Mixed methods and the politics of human research: The 
transformative-emancipatory perspective. Handbook of Mixed Methods in social 
and Behavioral Research, 135-164. 
Meyer, C. & Schwager, A. (2007). Understanding customer experience.Harvard 
business review, 85(2), 116. 
Miles, M. B. & Huberman, A. M. (1994). Qualitative Data Analysis: An Expanded 
Sourcebook. Sage. 
Ministry of Higher Education Malaysia, (2011). Malaysia National Higher 
Education Action Plan, Phase 2,  2011-2015: Triggering Higher Education 
Transformation. Putrajaya: Kementerian Pengajian Tinggi Malaysia.Retrieved 
June 7, 2013 via http://www.mohe.gov.my. 
Ministry of Higher Education Malaysia, (2011). Internationalization Policy For 
Higher Education Malaysia, 2011, 2013. Retrieved May, 14,2013 via 
http://www.mohe.gov.my 
Ministry of Higher Education Malaysia, (2013). Data of Public Education 
Enrollment as at December 2011, 2013. Retrieved May, 14,2013 via 
http://www.mohe.gov.my 
Ministry of Higher Education Malaysia, (2013). Operational Framework for 
International Student Management, 2013. Retrieved May, 14,2013 via 
http://www.mohe.gov.my. 
Mohammad, M. I., Gambo, Y. L. & Omirin, M. M. (2012). Assessing facilities 
management service in postgraduate hostel using servqual technique. Journal of 
Emerging Trends in Economics and Management Sciences, 3(3), 252–256. 
191 
 
Mohit, M. A. & Azim, M. (2012). Assessment of residential satisfaction with public 
housing in Hulhumale‘, Maldives. Procedia - Social and Behavioral Sciences, 
50(July), 756–770. 
Mujani, W. K., Tibek, S. R., Ibrahim, M. H., Mustapha, F., Yusoff, K., Mutalib, S. 
A., Abidin, S. N. (2012). The Implementation of Malaysian Higher Education 
Strategic Plan for International, 6(3), 402–407. 
Muhammad, Y.M. (2009). Strategising Facililties Management to meet International 
Students Requirements in UTM, Skudai. University Technology Malaysia: 
Master. Thesis. 
Munteanu, C., Ceobanu, C., Bobâlca, C. & Anton, O. (2010). An analysis of 
customer satisfaction in a higher education context. International Journal of 
Public Sector Management, 23(2), 124-140. 
Muslim, M. H., Karim, H. A., & Abdullah, I. C. (2012). Satisfaction of students‘ 
living environment between on-campus and off-campus settings: A conceptual 
overview. Procedia - Social and Behavioral Sciences, 68, 601–614. 
Najib N.U. & Yusof N.A. (2009). A Review of Students Housing Facilities in Higher 
Learning Institutions. Proc. of the 3
rd
 International Conference on Built 
Environment in developing Countries. School of Housing and Building 
Planning, Malaysia, pp:1817-1831.  
Najib, N.U., Yusof, N. A. & Abidin, N. Z. (2011a). Student residential satisfaction in 
research universities. Journal of Facilities Management, 9(3), 200–212. 
Najib, N. U., Yusof, N. A. & Osman, N.Z. (2011b). Measuring satisfaction with 
student housing facilities. American Journal of Engineering and Applied 
Sciences, 4(1), 52-60. 
Najib, N.U, Yusof N.A. & Osman, N.Z (2011c). The influence of socio economic 
background towards satisfaction with students' housing facilities. pp 478-483.. 
Najib, N. U. M., & Sani, N. M. (2012). The Effects of Students‘ Socio-Physical 
Backgrounds onto Satisfaction with Student Housing Facilities. Procedia-Social 
and Behavioral Sciences, 62, 64-74. 
Namey, E., Guest, G., Thairu, L. & Johnson, L. (2007). Data reduction techniques 
for large qualitative data sets. Handbook for Team-based Qualitative Research, 
137-162. 
Njie, B., Asimiran, S. & Baki, R. (2012). Perceptions of international students on 
service quality delivery in a Malaysian public university. Quality Assurance in 
Education, 20(2), 153–163.  
Olufunke, A. & Adedoyin, O. (2012). User's  satisfaction with residential facilities in 
Nigerian private universities : A Study of Covenant university. Transnational 
Journal of Science and Technology, 2(11). 
192 
 
Onwuegbuzie, A. J. & Leech, N. L. (2005). Taking the ―Q‖ out of research: Teaching 
research methodology courses without the divide between quantitative and 
qualitative paradigms. Quality and Quantity, 39(3), 267-295. 
Oppenheim, A. N. (1992). Questionnaire design, interviewing and attitude 
measurement. Bloomsbury Publishing. 
Palmer, A. (2012). Introduction to marketing: theory and practice. Oxford University 
Press. 
Pallant, J. (2011). SPSS survival manual: A step by step guide to data analysis using 
SPSS. McGraw-Hill International. 
Pandit, K. (2007) The Importance of International Students on our Campuses, 
yearbook of the Association of Pacific Coast Geographers. 
Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1994). Reassessment of 
expectation as a comparison standard in measuring service quality: Implications 
for further research. The Journal of Marketing, 111-124. 
Parasuraman, A., Berry, L. L., & Zeithaml, V. A. (1991). Understanding customer 
expectations of service. Sloan Management Review, 32(3), 39-48. 
Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1985). Problems and strategies in 
services marketing. The Journal of Marketing, 33-46. 
Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1988). Servqual. Journal of 
Retailing, 64(1), 12-40. 
Pariag, P. (2009). Classification of Services. Regional Symposium on Services, pp. 
15-17. 
Pine II, B.J. & Gilmore, J. H. (1999). The Experience Economy: work is theatre and 
every business a stage. Harvard Business Press, Boston, Massachusetts. 
Pine, B. J., & Gilmore, J. H. (1998). Welcome to the experience economy. Harvard 
business review, 76, 97-105. 
Ponsignon, F., Smart, P. a., & Maull, R. S. (2011). Service delivery system design: 
characteristics and contingencies. International Journal of Operations & 
Production Management, 31(3), 324–349. 
Peng, C. J., Lee, K. L., Ingersoll, G. M., Peng, C. J. & Ingersoll, G. M. (2010). An 
introduction to logistic regression analysis and reporting, 37–41. 
Preece, R. & Preece, R. A. (1994). Starting research: an introduction to academic 
research and dissertation writing. Pinter publishers. 
193 
 
Preiser, W. F. & Vischer, J. C. (Eds.). (2005). Assessing Building Performance. 
Routledge. 
Rajab, A., Rahman, H. A., Panatik, S. A. & Shaari, R. (2012). Education service : 
international students ‘ perception, European Journal of Business and Social 
Sciences, Vol. 1, No. 2, pp 1-10. 
Rashid, W. E. W. & Jusoff, H. K. (2009). Service quality in health care setting. 
International Journal of Health Care Quality Assurance, 22(5), 471–482.  
Robledo, M. A. (2001). Measuring and managing service quality : integrating 
customer expectations, Managing Service Quality, 11(1), 22-31. 
Robson, C. (1993). Real World Research for Social Scientists and Practioner-
Researchers, Blackwell, Oxford. 
Rowley, J., (1999). Measuring total customer experience in museums, International 
Journal of  Contemporary Hospitality Management, 11(6), pp. 303-308. 
Rust, R. T. & Oliver, R. L. (2000). Should we delight the customer? Journal of the 
Academy of Marketing Science, 28(1), 86-94.  
Sapri, M., Kaka, A. & Finch, E. (2009). Factors that influences students' level of 
satisfaction with regards to higher educational facilities services. Malaysian 
Journal of Real Estate, 4(1), 34-51. 
Sapsford, R. & Jupp, V. (Eds.). (2006). Data Collection and Analysis. Sage 
publications. 
Sarshar, M. (2006). Improving service delivery in FM: case study of a UK hospital 
facilities directorate. Journal of Facilities Management, 4(4), 271–285. 
Saunders, M. L. (1987). P. and Thornhill, A.(2009). Research Methods for Business 
Students. Financial Times Prentice Hall Inc., London. 
Sawyerr, P. T. (2013). Student satisfaction with hostel facilities in Nigerian 
polytechnics. Journal of Facilities Management, 11(4), 306–322. 
Sirat, M. Bin. (2009). Strategic planning directions of Malaysia‘s higher education: 
university autonomy in the midst of political uncertainties. Higher Education, 
59(4), 461–473. 
Solnet, D. & Kandampully, J. (2008). How some service firms have become part of 
―service excellence‖ folklore: An exploratory study. Managing Service Quality, 
18(2), 179–193. 
Sultan, P. (2012). Service quality in a higher education context: an integrated model. 
Asia Pacific Journal of Marketing and Logistics, 24(5), 755–784. 
194 
 
Sundbo, J. & Darmer, P. (Eds.). (2008). Creating experiences in the experience 
economy. Edward Elgar Publishing. 
Sharabi, M. & Davidow, M. (2010). Service quality implementation: problems and 
solutions. International Journal of Quality and Service Sciences, 2(2), 189–205.  
Shekarchizadeh, A., Rasli, A. & Hon-Tat, H. (2011). SERVQUAL in Malaysian 
universities: perspectives of international students. Business Process 
Management Journal, 17(1), 67–81. 
Sheely, M. C., & Whalen, D. F. (2003). Contributors to Residence Hall Student 
Retention : Why do Students Choose to Leave or Stay ? Journal of College and 
University Student Housing, 33(2), 28-36. 
Talha, M. (2004). Total quality management (TQM): an overview. The Bottom Line: 
Managing Library Finances, 17(1), 15–19. 
Tashakkori, A. & Teddlie, C. (1998). Mixed Methodology: Combining qualitative 
and quantitative approaches (Vol. 46). SAGE Publications, Incorporated.  
Teixeira, J., Patrício, L., Nunes, N. J., Nóbrega, L., Fisk, R. P. & Constantine, L. 
(2012). Customer experience modeling: from customer experience to service 
design. Journal of Service Management, 23(3), 362–376.  
Thomsen, J. & Eikemo, T. A. (2010). Aspects of student housing satisfaction: a 
quantitative study. Journal of Housing and the Built Environment, 25(3), 273–
293.  
Tucker, M. & Pitt, M. (2009). National standards of customer satisfaction in facilities 
management. Facilities, 27(13/14), 497–514.  
Ueno, A. (2010). What are the fundamental features supporting service quality? 
Journal of Services Marketing, 24(1), 74–86.  
Vauterin, J. J., Linnanen, L. & Marttila, E. (2011). Issues of delivering quality 
customer service in a higher education environment. International Journal of 
Quality and Service Sciences, 3(2), 181–198.  
Voss, R., Gruber, T. & Szmigin, I. (2007). Service quality in higher education : The 
role of student expectations, 60, 949–959.  
Winston Jr, R. B. (1993). Student Housing and Residential Life: A Handbook for 
Professionals Committed to Student Development Goals. Jossey-Bass, Inc., 
Publishers, 350 Sansome Street, San Francisco. 
Yin R.K. (1994). Case Study Research: Design and Methods. 2
nd
 Ed. London: Sage 
publications. 
Yin, R. K. (2009). Case Study Research: Design and Methods. 4th Ed. London: Sage 
publication. 
195 
 
Yusoff, Y. M. & Chelliah, S. (2010). Adjustment of international students in 
Malaysian public university, 1(3), 2008–2011. 
Yusof, N., Abdullah, S., Zubedy, S., & Najib, N. ‗Ulyani M. (2012). Residents‘ 
Maintenance Priorities Preference: The Case of Public Housing in Malaysia. 
Procedia - Social and Behavioral Sciences, 62(2003), 508–513. 
Yeo, R. K. (2008). Servicing service quality in higher education: quest for 
excellence. On the Horizon, 16(3), 152–161. 
Zeithaml, V. A., Bitner, M. J. & Gremler, D. D. (2009). Services Marketing: 
Integrating Customer Focus Across the Firm. New York: McGraw Hill. 
   
         
 
 
 
